CITY OF SANTA BARBARA

PARK AND RECREATION COMMISSION REPORT

AGENDA DATE: October 28, 2009

TO: Park and Recreation Commission
FROM: Recreation Division, Parks and Recreation Department
SUBJECT: Transfer of Registration and Reservation Services from the Parks and

Recreation Administration Office Front Desk

RECOMMENDATION: That the Commission receive a presentation on the transfer of
registration and reservation services from the Parks and Recreation Administration Office to
other Department facilities in response to the additional Fiscal Year (FY) 2010 budget
reductions.

DISCUSSION:

For many years, the Parks and Recreation Administration Office front desk at 620 Laguna
Street has been the registration and reservation hub for the Department. Numerous phone-
in and walk-in customers received services at this location. As an example, during FY
2009, over 5,000 incoming and nearly 4,000 outgoing phone calls were made on the main
department line, and walk-in traffic generated 2,809 activity registrations and 1,007 facility
reservations. Although this office is considered the hub, customers are also regularly
assisted at other recreation facilities. For example, in FY 2009, staff processed 3,791
activity registrations at the Carrillo Recreation Center, 1,535 at the Cabrillo Bathhouse, and
117 at Los Banos Pool. In addition, there were 3,076 registrations made through the
Department’s online registration service, e-Recreation.

For several years, staff discussed the feasibility of closing the front desk at 620 Laguna
Street and expanding reservation and registration services at other facilities. No changes
were made due to the planned renovation closure of the Carrillo Recreation Center. When
additional budget reductions were required for FY 2010, the Department determined it
could achieve an estimated $60,000 in savings with the closure of the front desk and
expansion of facility reservation and program registration services in other facilities. The
savings are achieved through hourly staff reductions.

Beginning October 5", staff at the Cabrillo Bathhouse, Franklin Center, Westside Center,
and Davis Center began providing new or expanded facility reservation and program
registration services. Registration services were shifted to different facilities based on staff
program responsibilities.

During the transition, staff considerations included the need to maintain quality customer
service, balance the added registration and reservation responsibilities among staff and
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facilities, provide staff training, and inform the public. Changes to registration locations are
outlined below.

Program Previous registration site New registration site

Adapted Front desk or Cabrillo Cabrillo Bathhouse
Bathhouse

Aquatics Front desk or Cabirillo Cabrillo Bathhouse
Bathhouse

Sports Front desk or Cabrillo Cabrillo Bathhouse
Bathhouse

Tennis Front desk Cabrillo Bathhouse

Youth Activities Front desk or Carrillo Cabrillo Bathhouse

Senior activities Carrillo Recreation Center Davis Center

Youth and Adult Classes | Front desk or Carrillo Davis Center

Teen activities Front desk or Twelve35 Teen | Twelve35 Teen Center
Center

Neighborhood and Franklin or Westside Center | No change

Qutreach Services

The biggest shift of facility reservation responsibilities was to move park picnic site rentals,
as well as rentals of the MacKenzie Aduit Building and Ortega Welcome House to
Neighborhood and Outreach Services. These facilities are rented by a high percentage of
Spanish-speaking customers, and services are best supported by the bilingual staff at the
centers. This change has some additional benefits: the centers are located conveniently in
the neighborhoods, and customers will be introduced to other center programs. The table
below outlines the shift of facility reservations.

Facility Previous reservation New reservation site
site

Park Picnic Sites Front desk Franklin or Westside Center

MacKenzie Adult Building and | Front Desk Franklin or Westside Center

Ortega Welcome House '

Beach Volleyball Courts Front desk Cabrillo Bathhouse

Twelve35 Teen Center Twelve35 Teen Center | Davis Center

Outdoor sites; events other Cabrillo Arts Center No change

than picnics

Soccer and Softball Fields Cabrillo Bathhouse No change
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Davis Center Davis Center No change
Franklin and Westside Center | Franklin and Westside | No change
Center
Cabrillo Arts Center, Casa las | Cabrillo Arts Center No change
Palmas, Chase Palm Park
Center

Although registration and reservation services are no longer provided at 620 Laguna Street,
there is one permanent staff to answer the main phone line, direct calls, and greet and
redirect customers to the new registration/reservation sites. If the phone lines are busy or
the office is closed, a phone tree assists customers. The Administration Office is still open
to the public from 7:30 a.m. to 4:30 p.m. Monday through Thursday and every non-flex
Friday. '

Over the coming weeks, staff will be evaluating the changes to registration and reservation
service locations to address any shortcomings or customer suggestions. Staff is committed
to maintaining quality customer service and directly assisting customers at the new sites.

ATTACHMENT: Registration and Reservation Site Information
SUBMITTED BY: Sarah Hanna, Recreation Programs Manager

v

APPROVED BY: JiII'Zachary, Assistant Parks and Recreation Director



ATTACHMENT

Effective Monday, October 5, 2009

QUTDOOR FACILITY RESERVATIONS AND INFORMATION

Picnic sites:
Franklin Neighborhood Center, 1136 E. Montecito St. Mon-Fri 8 am-5:30 pm
Westside Community Center, 423 West Victoria St. Mon-Fri 8 am - 5 pm

Non-Picnic Sites: Public Events, Photo/Film Permits, Commercial Activities
Cabrillo Pavilion Arts Center, 1118 E. Cabrillo Blvd., Mon-Fri 9 am - 5 pm

Soccer and Softball Fields, Beach Volleyballl courts:
Cabrillo Bathhouse, 1118 E. Cabrilio Blvd., Mon-Fri 8 am - 5 pm

INDOOR FACILITY RESERVATIONS AND INFORMATION

Louise Lowry Davis Center, Twelve35 Teen Center, MacKenzie Lawnbowls Clubhouse
Louise Lowry Davis Center, 1232 De La Vina St., Mon-Fri 8 am - 5 pm

Franklin Neighborhood Center, Westsnde Community Center, MacKenzie Adult Building,
Ortega Welcome House:

Franklin Neighborhood Center, 1136 E. Montecito St., Mon-Fri 8 am-5:30 pm

Westside Community Center, 423 West Victoria St., Mon Fri 8 am-5 pm

Cabrilio Pavilion Arts Center, Casa Las Palmas, Chase Palm Park Center:
Cabrillo Pavilion Arts Center, 1118 E. Cabrillo Blvd., Mon-Fri 9 am-5 pm

RECREATION PROGRANMS AND INFORMATION

Aquatics, Sports, Tennis, Youth Activities, Camps, Afterschool, Inclusion:
Cabrillo Bathhouse, 1118 E. Cabrillo Blivd., Mon-Fri 8 am-5 pm

Youth and Adult Fitness, Arts and Dance Classes, Active Adults, Seniors:
Louisé Lowry Davis Center, 1232 De La Vina St. Mon-Fri 8 am-5 pm

Teen Drop-in & Special Activities:
Twelve35 Teen Center, 1235 Chapala, Mon-Thur 2:30-7 pm, Fri. 2:30-9 pm

Neighborhood and Outreach Services:
Franklin Neighborhood Center, 1136 E. Montecito St., Mon-Fri 8 am-5:30 pm
Woestside Community Center, 423 W. Victoria St., Mon-Fri 8 am-5 pm
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Parks and Recreation Department Phone Numbers

Parks & Recreation ............................. 564-5418

Parks......oooviiimiieee e 564-5433

Recreation.........cc..ceeviiiiiicciieeeieeen, 564-5418

Active Adults and Classes ..................... 897-2519
Adapted/Inclusion..........cccoevviviiiiiinnennnn.. 564-5421

AQUALICS v, 897-2680
Cabrillo Pavilion Arts Center................... 897-1982
Cabrillo Pavilion Bathhouse................. 897-2680
Carrillo Gymnasium.............ccccoeeevveneen.n. 897-2519
Carrillo Recreation Center........cccovvveenen.. Closed

Casalas Palmas .........ccooeeevveerveeivvennnnn, 897-1983
Chase Palm Park Center.........ccccccc....... 897-1983
Creeks....... e e eaeaanie 897-2658
Forestry. ..o 564-5433
Franklin Center..........c.oooeviiiicviiriniivenas 963-7605
GOlf COUISE ..o, 687-7087
Indoor and Outdoor Facility Rentals...... 897-1982
Louise Lowry Davis Center..................... 897-2568
Los Bafos POOl .....c.cooeeniiieeeeeeeeees 966-6110
Neighborhood and Outreach Services....963-7567
5] 070 £ F R 564-5422
Tennis.......ccooveiiiiieeeeieerein.... . D64-5573
Twelve35 Teen Center......c...cccevveeneeee.. 882-1235
Westside Center.............. et 963-7567

Youth Activities .......cooveeveeeieeeeieann. 564-5495



